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Effective Communication

Linley Wilson
Office of the Arizona Attorney General
nt Accountability Unit Chief Co

Introduction / Overview
What is effective communication?
Why is it important?
Verbal & written forms EFFECTIVE
) COMMUNICATION
Personal & professional contexts
les / Hypotheticals

ategies for better communication

Forms of Communication

Phone calls

Emails - formal (usually external) or informal/casual

among co-workers

Letters to individuals / law firms / entities outside of the

work /1

Zoom | WebEx | telephonic / video meetings
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Top 5 “Do’s and Don'ts”

o These generally apply to any form of

Dancelike nooneis communication, but particularly at the
lg
Watl'-hlnﬂ- workplace
No particular order to these

Because theyre not.

Based on my own experience - may not
apply to certain situations

Theyre checking their
phones.

Top 5 “Do’s and Don'ts”
#1: Be kind

Even when the subject is

confrontational

Even if the situation is stressful or

you are operating under stress

Never fire off a lett
upset; let it sit and re-

Top 5 “Do’s and Don'ts”

#1: Be kind

Effective communication neces: y

involves emotions - 2 emotional

intelligence or emotior wareness

EMPATHY

and state of another person




Top 5 “Do’s and Don'ts”
#1: Be kind

a present-day

tant Robert had to quarantine at home and reduce his hours after receiving
ion that he was exposed to someone who may have COVID-19. As a consequence,
legal assistant Nancy has been working long hours and taken on additional work to cover f

Robert returns to the office, he calls in sick, stating that he needs a

rving of a mental health day than Robert!

Top 5 “Do’s and Don'ts”
#1: Be kind

Robert’s email to his supervisors and colleagues:
Good mornirn

ne helping out while I was on reduced hours. Unfortunately, I'm not feeling
well and need to take another sick day. I will be back in the office on Friday.

Thank you

Should Nancy respond? If so, what should she
say?
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Top 5 “Do’s and Don'ts”

#2: Know your audience, and tailor your message
to your audience

-Purpose of communication

-internal or external

-level of formality required

~familiar person? May need intro

Top 5 “Do’s and Don'ts”

#3: Eliminate fluff and extraneous stuff

"Fluff writing consists of details, information, and general language that
adds absolutely no value to your content. It's often used to add length to
content and make a piece seem more elaborate. However, the overall
effect is negative — it often bores the reader and drags your piece out for

longer than necessary.’l

Top 5 “Do’s and Don'ts”

#3: Eliminate fluff and extraneous stuff

Exercise #2: Re-write this email to take out unnecessary fluff and simplify.

Dear Mr. Jones

to follow-up with you about my prior email. You may recall that on August 1, 2020, I sent you

any objection to the State’s motion £ ion of time to respond to
your motion to d ss, filed on Jul 20. Please let me know

objection. I look forward to hearing from you. If you have any questic

call or email me.

Thank you,

Linley




Top 5 “Do’s and Don'ts”

#3: Eliminate fluff and
extraneous stuff

Try to take out words like “just” and “I was

wondering” and non-critical sentences

Dates are usually not necessary unles
asking for a response by a particular date, or if

the date is important for context

Avoid falling into the tl; dr trap

TOUR PARAGRAPH CONTAINS AN EXTRAORDINARY AMOUNT OF INFORMATION AND KAS
‘SURPASSED THE OPTIMAL LENGTH THAT WOSLD MANAGE TO KEEP WY ATTENTION.

B
CONSEQUENTLY!F HAD KO GANDER AT YOUR MATERIALS AND MADE NO
EFFORT T0 ABSORB THE INFORMATION INHERENT WITHIN

Top 5 “Do’s and Don'ts”

#4: Respect others’ time constraints &

communicate yours

e Establish reasonable and workable deadlines
e Communicate your time constraints / unavailability, too

Example: You know one of your assigned attorneys has a big deadline at the end of the
month for a filing that will require a lot of ex s and cite-checking, and that it will
take a lot of work for you and the attorney to meet the deadline.

together and set internal deadlines to accc ish the task together.
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Top 5 “Do’s and Don'ts”

#4: Respect others’ time constraints &
communicate yours

May seem like over-communication, but touching base periodically and sharing
expectations v. reality will promote effective communication in the end

, ; DID YOU GET THE
Don'’t do this: OIB You GET MY
MONITOR? ICEIA]

DID YOU GET

Top 5 “Do’s and Don'ts”

#5: Listen and reciprocate communication styles
Examples:

Using formal or informal names or nicknames (Ms. £
Reciprocation shows awareness of the other party’s intentions, feelings, and your
to be an active listener
Emails? Phone calls? Texts? Video conference?
Like that time I ested in-person meeting when my supervisor preferred telephonic meeting
Switch up the for if one is not working!

Example: my neighbor, instagram Katie

#5: Listen and reciprocate communication styles

Communication is not a one-way street

Requires both sides to listen, process, and react to the other person. What format does the other person
? What type of communicator are they?

DID YOU GET MY
VOICEMAILY

DID YOU GET

MY E-MATL?
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open
=

THE RELATOR THE SOCIALIZER

* Relationships important
« Strong feelings of
‘personal worth

* Fast-paced
* Enthusiastic and persuasive
* Not afraid of risks

Direct
Tast-paced
THE DIRECTOR

relationships

 Seeflas.
« Fast-paced and dedisive

Reserved
melationships

Passive
Agoressive

RAggressive| | Assertive

Emotionally
dishonest,
indirect. Self-
denying at first.
Self-enhancing
at expense of
others later.

“Others’rightsand  “Isubtly makeclear  “I boldy insist thatmy ! Clearly express that

P i
dence over mine” needs prevail” orevail” rights and needs™

On the Subject of Emails...

W meiatin

Always re-read your e s to review for typos
Email Faux Pas, Ranked y . q -
and tone (unless it’s a boilerplate / standard

language email)

k subject lines & to: & cc: fields

Use correct punctuation - full sentences

NEVER USE ALL CAPS (is this ever effective?)

N
OAY TO DATA




On the Subject of Emails... [T
..During a Pandemic ork il During 2 Pndermic

Things may take a little longer than 0= v

normal
Technological difficulties

Challenges of navigating work from

home

A little empathy goes a long way

L
DAY TO DATA

Body Language & Facial Expressions

See The 110 Techniques of communication and public speaking by David JP Phillips
(Tedx Talk):

Body Language, Facial Expressions, & Virtual Meetings

100m
=

v A

-

CIRCA1969
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Body Language, Facial Expressions, & Virtual Meetings

Questions? Ideas?

Linley Wilson

linley.wilson@azag.gov




